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COMPLAINT INVESTIGATION FORM 


If there is an issue with more than one veterinarian please file a 
separate Complaint Investigation Form for each veterinarian 


PLEASE PRINT OR TYPE 


| Date Received: May 20, 20 (9 


Case Number: 9 200) 
A. THIS COMPLAINT IS FILED AGAINST THE FOLLOWING: 
Name of Veterinarian/CVT; Dr. Cate 
Premise Name: North Valley Pet Hospital 
Premise Address: 1440 Hammer Rd. 


City; FortMohave State: AZ 
Telephone: (928) 768-8367 


Zip Code: 


B. INFORMATION REGARDING THE INDIVIDUAL FILING COMPLAINT*: 
Name: Thomas Gibbons 


Adaress: | - 


City: SS Slate: sip Code: G3 


Home Telephone: ==> Cell telephone: = 


*STATE LAW REQUIRES WE HAVE TO DISCLOSE YOUR NAME UNLESS WE CAN SHOW THAT DISCLOSURE WILL 
RESULT IN SUBSTANTIAL HARM TO YOU, SOMEONE ELSE OR THE PUBLIC PER A.R.S. § 41-1010. IF YOU HAVE 


REASON TO BELIEVE THAT SUBSTANTIAL HARM WILL RESULT IN DISCLOSURE OF YOUR NAME PLEASE PROVIDE 
COPIES OF RESTRAINING ORDERS OR OTHER DOCUMENTATION. 


PATIENT INFORMATION (1): 


Name: Chitty Kitty 
Breed/Species: Tabby 
Age: 3 yrs 10 mo Sex: Male Color: Black and Brown 


PATIENT INFORMATION (2); 
Name: 

Breed/Species: 
Age: t—Cis—C‘«S XS: 


Color: 


VETERINARIANS WHO HAVE PROVIDED CARE TO THIS PET FOR THIS ISSUE: 
Please provide the name, address and phone number for each veterinarian. 


None 


WITNESS INFORMATION: . 
Please provide the name, address and phone number of each witness that has 


direct knowledge regarding this case. 


Katie Gibbons 
; 


Attestation of Person Requesting Investigation 


By signing this form, | declare that the information contained herein is true 
and accurate to the best of my knowledge. Further, | authorize the release of 
any and all medical records or information necessary to complete the 


investigation of 


this case. 
signature: an a 


Date: Se s- Ald 


F. ALLEGATIONS and/or CONCERNS: 
Please provide all information that you feel Is relevant fo the complaint. This 
portion must be either typewritten or clearly printed in ink. 


I took my cat to the North Valley Pet Hospital, this being the only open pet hospital in my 
area, on Saturday May 4th 2019 to have him looked at by a Veterinarian. My cat was 
having trouble breathing, he has saliva dripping from his mouth and he was in obvious 
severe pain. When my wife and | walked into the waiting area, the receptionist refused 
to see or treat my cat because he was not on their fist of cllents that they have treated in 
the past. | asked if one of their veterinarians could at least take a look at him and give 
me an idea of what | could do for him to help refieve the significant pain and respiratory 
distress he was in and she immediately said no without consulting with either of the two 
veterinarians on duty that morning. She than told me | had to take him to Kingman, AZ 
which was the closest pet hospital that was opened on Saturday. Please note that 
Kingman is approximately 65 miles away from their location. Again, short of begging, | 
asked if one of their vets could at least take a look at him being he was obviously in 
significant pain and again she said "no". She than gave me a list of phone numbers of 
veterinarians to call in Kingman AZ. | left and headed towards Kingman and about 45 
min into the trip to Kingman, my cat died in pain and scared in my wifes arms. 


The sequence of events were traumatic, not only for my cat who suffered needlessly, 
but also for me and my wife. | believe that my cat could have been saved had one of the 
Fort Mohave vets at least looked at him and recognized.the symptoms that were being 
displayed. At the very least they could have relieved his pain and stabilized him to make 
the trip to Kingman. | suspect that he possibly had a hairball partially blocking his airway 
because ai one point he was trying to expel something. | feel that the Fort Mohave pet 
hospital should be held accountable to some degree for the death and unnecessary 
suffering of my pet. 


| don't know who make the standards and laws that govern pet hospitals or who makes 
the policy for this specific hospital, therefore along with the hospital Itself, | am including 
both Veterinarians that were on duty that day in my complaint. All | can say is | am as 
mad as hell over the way this was handled. 
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29 May 2019 


Arizona State Veterinary Medical Examining Board 
1740 W. Adams St., Ste. 4600 
Phoenix, AZ 85007 


Re: 19-80, In Re: Katherine Goulbourn, OVM 
Dear Veterinary Board Members, 


| was surprised and dismayed to learn of the situation with Chitty Kitty Gibbons through 
a complaint submitted to you. 


It is true that North Valley Pet Hospital is the only veterinary hospital open on Saturdays 
with veterinarian(s) on site. Most of our Saturdays are “two-doctor” days, where Dr. 
William Dean and | are both seeing appointments and emergencies coming into the 
hospital. Occasionally only one of us works a Saturday, depending on vacations, time off 
requests, etc., but Saturday, 4° May was a “two-doctor” day. Enclosed is a copy of the 
appointment tab from our Infinity software showing the schedule that morning. 


We are the only hospital that accepts new clients any day of the week, and offers 
emergency services during business- and after-hours. Other nearby veterinary hospitals 
do not see new clients and emergencies, or limit their emergencies to their clients 
during business-hours. Requests to share on-call emergency services across multiple 
hospitals have been long declined, except for Mohave Valley Animal Hospital (see later). 
Because of that, we receive several calls and walk-ins from clients and non-clients alike, 
surging with the seasonal influx of “snowbirds” and a recent increase in people moving 
to the area. Due to only having two veterinarians and associated support staff, we 
found ourselves completely overwhelmed tending to the needs of the increase in pets 
from clients and non-clients, having to turn away multiple people in-person and on the 
phone every day. Many clients were very unhappy with having to wait several weeks for 
available appointments, seemingly forcing some to come in on an emergency basis for 
non-emergency illnesses to be seen in a timelier manner, which further stressed the 
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capacity of our hospital to care for all the pets. Our emergency services and walk-ins are 
limited to NVPH clients. On the weekends and after hours, we include clients from 
Mohave Valley Animal Hospital, whose only veterinarian, Dr. Sites, occasionally shares 
after-hours on-call with us. This policy has been in effect since | started working here in 
2014. Our new client policy has been in effect for several months at least: we accept 
new clients and their pets by appointment only. The nearest 24-hour hospitals are in 
Las Vegas, NV and Kingman, AZ, and we keep the phone numbers for those hospitals 
handy to refer these clients and pets to either metro area. The exception would be if a 
new/non-client presented their critically ill or injured pet that required immediate or 
near-immediate treatment for survival, in which case an available veterinarian and 
treatment staff triage and implement needed supportive care, etc. 


| was unaware of the Gibbons’ visit to NVPH until the Board submitted me notification 
of their complaint, and referred to the video surveillance from that morning to not only 
determine which client service representative (“receptionist” per the complaint) 
conversed with them, but to see how Chitty Kitty appeared upon arrival. The Gibbons’ 
appearance is only for a few minutes. They walked into NVPH’s lobby at 9:48am, and 
spoke with CSR, Kristen Hirsch. She determined that they were not clients of NVPH or 
MVAH. Due to another CSR’s phone conversation being picked up better by the 
microphone, some of the Gibbons’ conversation with Ms. Hirsch is a bit muffled to me, 
but it sounded like something was going on with Chitty Kitty at 1am, then he had 
“trouble walking” at Sam. There was no mention of drooling from what | can hear. The 
pain they reference in the complaint may have been associated with his trouble walking, 
but | am not sure. Chitty Kitty was wrapped in a blanket or towel, so it is difficult for me 
to fully assess his health status from the video’s vantage point, but he did not appear to 
be in a critically ill state. The Gibbons appear to take the phone numbers for Kingman 
area hospitals without much questioning, and they left with Chitty Kitty after speaking 
with Ms. Hirsch at 9:51am. { have included a CD with the video clip for your reference. 


Kristen Hirsch is a very reliable CSR, and excellent with triaging patients over the phone 
and in-person. | have every confidence in her ability to recognize pets needing 
immediate medical attention. | and many treatment staff members can attest to her 
bringing animals to our treatment area if she sees something amiss. If she did not 
recognize that Chitty Kitty was in critical state, then | believe he was not presented in a 
critical state. She accurately assessed the situation and implemented our policy on 
walk-in, non-clients. As Chitty Kitty appeared in the video, referring the Gibbons to 
Kingman or Las Vegas in that moment would be no different than if they had called our 
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INVESTIGATIVE COMMITTEE REPORT 


TO: Arizona State Veterinary Medical Examining Board 


FROM: AM vesogINe Committee: Robert Kritsberg, DVM - Chair 
Christina Tran, DVM 
Carolyn Ratajack 
Jarrod Butler, DVM 


STAFF PRESENT: Tracy Riendeau, CVT — Investigations 
Victoria Whitmore, Executive Director 
Sunita Krishna, Assistant Attorney General 


RE: Case: 19-80 
‘ Complainant(s): Thomas Gibbons 
Respondent(s): Katherine Goulbourn, D.V.M. (License: 6197) 


SUMMARY: APPLICABLE STATUTES AND RULES: 
Complaint Received at Board Office: 5/20/19 Laws as Amended August 2018 
Committee Discussion: 8/6/19 (Lime Green); Rules as Revised September 
Board IIR: 9/18/19 2013 (Yellow). 


On May 4, 2019, "Chitty Kitty,” a 3-year-old male cat was presented to Respondeni for an 
emergency exam. Respondent's associate was out on horse calls. Due to Respondent’s busy 
Saturday schedule, the pet owners not being clients of the premises and the cat not 
appearing to be in distress, Complainant was referred fo a premise in a neighboring town. 


Complainant was noticed and appeared. 
Respondent was noticed and appeared telephonically. 


The Committee reviewed medical records, testimony, and other documentation as described below: 
e Complainant(s) narrative: Thomas Gibbons 
e Respondeni(s) narrative/medical record: Katherine Goulbourn, DVM 


19-80, KATHERINE GOULBOURN, DVM 


PROPOSED ‘FINDINGS of FACT’: 


1.On May 4, 2019, the cat was presented to Respondent for an emergency exam. Complainant 
reported that the cat was having trouble breathing, was drooling and was in pain. The 
receptionist refused to allow the cat to be seen or treated because he had not been seen there 
in the past. Complainant asked to have a veterinarian look at the cat to give them an idea of 
what could be done to help relieve the pain and respiratory distress — the receptionist said no 
and referred Complainant to Kingman which was where the closet animal hospital was that was 
open on Saturday. According to Complainant, the cat died on the drive before they could 
reach Kingman. 


2. Complainant felt the cat suffered needlessly and possibly could have been saved. if a 
veterinarian would have examined the cat. 


3. According to Dr. Dean, Respondent's associate, he was out of the office most of fhe morning 
on a house call for horses. Saturdays are busy for the premise since they are the only veterinary 
clinic in the area that sees patients on Saturday. Because of this, they are forced to triage 
patients and in many cases refer emergencies to either Kingman or Las Vegas. They limit 
emergencies to clients when time does not permit non-client emergencies to be seen. 


4, Video security footage showed that two people came into the premise that Saturday with a 
cat wrapped in a towel. The woman says that she woke up aft 1:00am and the cat was panting, 
then goes on to say she woke up again at 5:00am and the cat could not stand. The receptionist 
looked at the cat, which did not appear to be in obvious distress to her, and made the referral 
to Kingman. The couple took the referral and left the premises. 


5. According to the receptionist, Ms. Kristen Hirsch, she does not recall details but did not see any 
indication that the cat was in such bad shape. 


6. Respondent stated that she was working that day and was unaware of the situation until the 
complaint was filed. She echoed Dr. Dean's statement regarding premise policies and added 
that if a new/non-client presented with a critically ill or injured animal that required immediate or 
near-immediate treatment for survival, an available veterinarian would give needed supportive 
care. 


COMMITTEE DISCUSSION: 


The Committee discussed that there was an issue that a non-medically trained person was able 
to make a medical decision on the welfare of an animal without getting advice from a 
veterinarian or technical staff member. Complainant saw a crisis with his animal and sought out 
medical treatment, he was turned away by a receptionist that had no clinical training but had 
the authority to make medical decisions. The cat passed away while Complainant was driving 
to the referred premises that was quite a distance away. 


Although Dr. Dean was not at the premises at the time Complainant presented the cat, he is 
responsible for the hospital policies, procedures and staff. 
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19-80, KATHERINE GOULBOURN, DVM 
Respondent was seeing clients at the time Complainant presented the cat and was unaware of 
what transpired until she received the complaint. 
COMMITTEE'S PROPOSED CONCLUSIONS of LAW: 
The Committee concluded that no violations of the Veterinary Practice Act occurred. 
COMMITTEE'S RECOMMENDED DISPOSITION: 
Motion: It was moved and seconded the Board: 
Dismiss this issue with no violation. 


Vote: The motion was approved with a vote of 5 to 0. 


The information contained in this report was obtained from the case file, which includes the 
complein, the respondent's response, any consulting veterinarian or witness input, and any 
othgf sourdes used toggather information for the investigation. 


Tracy A. Riendeau, CVT 
Investigative Division 
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